6.120.180

(B) The system shall be instailed. maintained and operated in accordance with
technical standards relating to facilities established by the FCC and no technical parameter
in excess of the FCC’s technical standards is required.

(@) Subject 10 subsection (B) above the system shall be capable of and shall
produce a picture upon any subscriber’s television receiver which is in good operating
condition and free of direct pickup problems 1o the extent feasible in black and white or
color that 1s undistorted and free from ghost images, is without noticable picture degrada-
tion or other forms of interference attributable to the performance of the system, and is
accompanied by undistorted sound, assuming the television receiver is in good repair, free
of direct pickup problems and the source of the signal transmission is satisfactory.
Transmission and distribution of signals shall cause no cross modulation in the cables or
interference with other electrical or electronic systems. (Ord. 1007 § 2 (part). 1987)

6.120.190 Time is of the essence. Whenever this chapter or the franchise agree-
ment sets forth any time for any act to be performed by the franchisee, such time shall
be deemed of the essence: and the franchisee's failure to perform within the time allotted
shall, in all cases, be sufficient grounds for the county to invoke the remedies available
under the terms and conditions of this chapter and the franchise agreement. (Ord. 1007
§ 2 (part), 1987)

6.120200 Customer service standards. (A) Any change made by the franchisee
in its programming (channels carried), except those of an emergency nature beyond the
franchisee’'s control shall not become effective until the franchisee has notified its
subscribers at least fourteen calendar days in advance. Notification must be made in writing
to each subscriber and through newspaper advertisements or broadcast on the cable system.

(B)  The franchisee shail provide standard identification documentation to all
employees. including employees of subcontractors who will be in contact with the public.
Each such representative shall be required to wear an employee identification card issued
by the franchisee and bearing a picture of said employee. Such documents shall include
a telephone number that can be used to verify all personnel, vehicles and other construction
equipment operating under the authority of the franchisee.

(C)  The franchisee shall maintain a business office accessible to subscribers for
the purpose of transacting business, including receiving and resolving all complaints
regarding the quality of service, equipment malfunctions, billing disputes and similar
matters. The franchisee’s office shall be reachable by toll-free teiephone call. Excluding
legal holidays, the business office shall be open to receive inquiries or complaints from
subscribers during normal business hours. Normal business hours shall be no less than nine
am. to five p.m., Monday to Friday, and for at least four hours per week of extended
office hours. Extended hours may be either on weekday evenings after five p.m. or on
weekends, at the discretion of the franchisee.

{D)  The franchisee’s personnel answcrmg shall be trained to screen requests and
assist in solving problems. Customer service operators will identify themselves by at least
their first names immediately upon initial contact.

The franchisce shali employ sufficient operators to handie calls under normal
circumstances with the maximum initial wait of no more than three minutes. During
promotional periods and during peak seasonal turnover periods, the franchisee shall make
such arrangements as are necessary to cover the anticipated increase in the number of
phone calls regarding installation or addition of services.
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Any answenng service empioyed by the franchisee shall keep records of all service
calls received.

(E) The franchisee shall fill all reasonabie requests for non-custom installation
of its services within thirty days after the date of each request, or within sixty days after
any request for any custom installation offered by the franchisee. A request shall be
deemed reasonabie if:

(1) The services requested are uniformiy available on the system:

(2)  The services are requested in a portion of the county where the system
has been constructed and activated:

(3)  The franchisee can obtain access to a person’s premuses during the
franchisee’s normal business hours;

(4)  Any reasgnable advance deposits which may be required by the
franchisee have been paid:

(5)  The person requesting service is not currently in debt to the franchisee;
and

{6)  The person requesting service has not been convicted of theft of cable
television service or equipment.

The franchisee shall use reasonabie efforts to inform all persons in advance of the
approximate time its employees or agents plan (o enter onto such persons’ property for
the purpose of equipment installation and. where practical. for service or maintenance of
the system with the exception of an emergency.

If the franchisee fails to provide any service normally requested by a subscriber
within the time prescribed above, the franchisee shall, afier adequate notification and being
afforded the opportunity to provide the service, refund all deposits or advance charges paid
for the service in question by said subscriber within thirty days. After thirty days the
franchisee shall pay interest to the subscriber as follows:

(a) The rate of interest shall be equal to the average of the rate
quoted by three financial institutions in the county as the highest rate paid on a ninety-day
certificate of deposit purchased on the date payment is received from the subscriber;

(b) Interest shall be paid from thirty days after the date payment
is received from the subscriber to the date service is provided.

The franchisee shall provide a pre-designated four-hour block of time for subscriber
service appointments to be scheduled either in the marmning or the afternoon hours (i.e.,
eight am. to twelve noon, or one p.m. to five p.m.). Priority for service appointments on
the next day or next “available time™ must be given 10 those subscribers who require a
different scheduled time.

® Each monthly bill rendered for cable service shall cleariy state on the portion
of the bill retained by the subscriber statements which set forth:

(1) The due date of the bill;

(2) If and when a late-payment fee will be imposed, and the amount of
the late-payment fee; and

(3)  The teiephone number to contact regarding billing inquiries.

The franchisee shall disconnect a subscriber’s service within six working days of
the subscriber’s request: the franchisee shall cease to charge a subscriber for service
immediately after receiving the request to discontinue service.

If for any reason a subscriber terminates monthly service prior to the end of a
prepaid period. the unused portion of any prepaid service fee, including deposits but
specifically excluding installation fees, shall be refunded 10 the subscriber within forty-five
days of notification of such termination of service.
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In the event of dispute between the subscriber and the franchisee regarding the bill,
the franchisee shali promptly make such investigations as 1s required by the particular case
and report the results to the subscriber within five working days of the inital complaint.
If the dispute 1s not resolved to the sansfacnon of both parties, the franchisee shail
immediately inform the subscriber verbally of the complaint procedures set forth by the
county, followed up in writing.

(G)  The franchisee shall provide to each subscriber wntten notice of the
procedures for reporting and resolving service problems at the ime of the inital subscrip-
tion to the cable system.

The franchisee shall provide the means to accept service complaint calls twenty-four
hours a day, seven days a week. All service probiems reported by the subscriber shall be
investigated and acted upon as soon as possible. Under normal circumstances, all service
problems shall be acted upon within three calendar days of receipt or as otherwise agreed
upon between the franchisee and the subscriber. The franchisee shall keep a maintenance
service record which will indicate the nature of each service complaint, the date and time
it was received, the disposition of said complaint, and the time and date thereof. Complete
records of the franchisee’s action in response to all complaints shall be made available for
inspection by the county upon reasonabie request during normal business hours. A
summary of completed service complaints shall be presented monthly to the administrative
services depantment in the office of the county manager.

System outage repair efforts shall be initiated within four hours following the
occurrence of the outage including Saturdays, Sundays and legal holidays.

A summary of system outages affecting more than five subscribers shall be submitted
to the county monthiy. Upon failure of the franchisee to remedy a loss of service attribut-
able to the cable system within twenty-four hours of receipt of notification of such loss,
the franchisee shall rebate ‘soth of the total monthly charge to each subscriber so affected
for each twenty-four hour period and subsequent fraction thereof until service is restored.
Such a rebate shall be made by the franchisee following notification to the franchisee by
the subscriber, identifying and substantiating the loss of service by channel description,
date and time. There shall be an automatic credit to all subscribers when there is an outage
of basic or premium service which affects the entire franchise area for four or more hours
in a twenty-four hour period.

(H)  The franchisee shall make available to the subscriber at the time of initiation
of service, and at such times as there is a change in this information, current information
in layman’s terms pertaining to:

(1)  The address and telephone number of the franchisee’s ocal office;

(2)  Schedule of rates and charges for basic and non-basic services:

(3) Time allowed to pay outstanding bills, and billing and collections
procedures;

(4)  The availability of parental lock-out devices;

(5) Refund policies:

(6)  Service charges;

(M) Instaliation procedures;

(8) Instructions for operating subscriber terminal equipment;

(9)  Procedure for changes in or termination of cable TV service;

(10) Emergency service telephone number:

(11) Description of complaint procedure:

(12) Late-payment fee assessments;
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(13) The recommendation that subscriber should register any inguiry or
complaint about his bill prior to the due date:

(14) The handling of billing disputes:

(15) The fact that the subscriber has the right to speak to a supervisor, and.
if none 1s available. a supervisor will return the subscribers call wathin one working day;

(16) Information conceming responsibility of the county, administrative
services department. cable advisory board. and the address and telephone number of the
administrative services deparntment; and

(17) The Clark County — Cable Television Consumer Rights and Responsi-
bilities pamphiet.

This information shall also be conspicuously posted in the franchisee’s office and
shall be available in handout form.

I The franchisee shall publish its rates. including charges for installation,
monthly basic service, premium services, repair charges. deposits for equipment, and any
late-payment fee charges.

This publication shall inciude the effective date of rates and charges. As changes
are made, new rate cards shall be made available at the franchisee’s office(s), and at the
Clark County office of the county manager and the administrative services department.

Subscribers shall be notified thirty days in advance of any change in rate.

(0))] The franchisee will provide and keep on file with the office of the county
manager and the administrative services department its updated procedures and policies
for discontinuance of cable service to a subscriber.

The franchisee may discontinue service to a subscriber as specified in the “notice
of discontinuance” or within a reasonable time thereafter.

(K)  The franchisee shall promulgate and adhere 10 a preventive maintenance
policy directed toward maximizing the reliability (mean-time-between-malfunctions) and
maintainability (mean-time-to-repair) of the cable system with respect to its delivery of
service to subscribers at or above industry performance standards.

The franchisee shall maintain a repair department comprised of trained technicians,
service vehicles and equipment to provide quality repair service. Service shall be rendered
efficiently, repairs made promptly, and the franchisee shall interrupt service only for good
cause and for the shortest time possible. Such interruptions, unless unforescen and
immediately necessary, shall be preceded by reasonable advance notice if possible and shall
occur during periods of minimum system use.

(L) The customer service standards contained in this section apply to all cable
communications companies which are or may hereafter be subject to the jurisdiction of
Clark County under this chapter; and all cable communications companies authorized to
provide cable service by Clark County a the time of the adoption of the ordinance codified
in this section will voluntarily adopt and impiement the customer service standards
contained within this section. Any cable communications company for which a new
franchise (service area permit), renewal of a franchise (service area permit) or transfer or
assignment of an existing franchise (service area permit) is approved by the board of
county commissioners subsequent to the adoption of the ordinance codified in this section
shall comply with the provisions of this section. (Ord. 1280 § I, 1991: Ord. 1007 § 2
(part), 1987)

6.120.210 Office of cable communications. The office of cable communications
is created. The cable administrator shall be appointed by the county manager. The cable
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6.120.210

administrator shall administer the office of cable communications under the supervision
of the county manager and perform the following functions:

(A)  Interpret. administer and enforce the provisions of this chapter and the
franchise agreement.

(B) Mediate disputes or disagreements between subscribers, users, potentiai
subscribers and users, and the franchisee. but only in the event that such parties are first
unable to resolve their disputes and if they agree to mediation by the cable administrator
review.

(C)  Confer with the franchisee and advise the interconnection and compatibility
of the system with other sysiems in the county.

(D)  Perform any other duties assigned under the provisions of this chapier,

(E) Perform any other activities associated with cable communications as directed
by the county commission or county manager. (Ord. 1007 § 2 (part), 1987)

6.120220 Cable communications advisory board. (A) There is created the Clark
County cable communications advisory board.

®) The board shall be comprised of five members.

(C)  Members of the board shall be appointed by and serve at the pleasure of the
county commission. In the event a vacancy occurs during the term of office of any
member, the vacancy shall be filled by appointment by the county commission for the
remainder of the term.

(D)  The original five members of the board shall be appointed for such terms
as shall cause one term to expire on June 30th each year for five years following the
effective date of the appointment of the original board. The term of each of the first five
members shall be designated in the appointment. The terms of succeeding board members
shall be five years terms beginning with July 1st foliowing the regular expiration of the
prior term.

(E) There shall be no appearance or existence of a conflict of interest with any
member of the board on matters that will come before the board for action.

(F)  No person shall be a board member who is not a resident of Clark County.

(G)  The county commission shall initially designate one of the first appointed
board members as chairman and one as vice-chairman to act in the absence of the
chairman. The term of office for the first appointed chairman and vice-chairman shall be
through June 30, 1989. During the month of June, 1989, the Board shall elect a chairman
and vice-chairman, and each shall hold office for one year and until their successors are
elected. uniess their respective membership on the board ceases sooner. The board may
fill from its members any vacancy occurring in the offices of chairman and vice-chairman.

(H)  The board shall hold one regular meeting at least quarterly. The board may
hoid additional meetings, cither regular or special, as it may determine necessary or
desirable.

(0] Three members shall constitute a quorum of the board.

)] The members of the board shall serve without compensation for their
services.

(K) The board’s relationship to the county commission shall be advisory.

(L)  Upon submission of a compiete application, as certified by the director of
business license and the cable administrator, the board will review all applications for new
franchises and all applications to transfer or assign existing franchises and make recom-
mendations to the county commission. A recommendation to the county commission shall
be made within thirty days after the hearing on the application is conciuded.
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M) The board shall study and advise the county commission on the need to
investigate franchisees in order to compile data and make recommendations to the county
commission regarding the extent, proper character and quality of cable service to be
furnished to the public.

(N)  The board shall study and advise the county commission of the need to
engage the contractual services of specialized consuitants to assist the board in the proper
discharge of its responsibilities.

(O)  The board shall study and advise the county commission of the need for
additional regulations regarding the extent. character and quality of cable service.

P The board shall study and advise the county commission regarding the need
10 investigate complaints relative to the cable service of any franchisee.

(Q)  The board shall study and advise the county commission regarding the need
10 undertake studies to access the compliance of franchisees with the terms of their
franchises.

(R) The board shall study and advise the county commission regarding the need
for the deveiopment of public. educational and govenmental access programing.

(S) The board shall not incur expenses. hire or retain employees. nor enter into
contracts.

m Within forty-five days after the end of each fiscal year. the board shall
prepare a written report 10 present to the county commission.

(U)  The board shall study and advise the county commission regarding any other
matters relating to cable communications as directed by the county commission. (Ord. 1295
§ 4, 1991: Ord. 1050 § 2, 1987: Ord. 1007 § 2 {part), 1987)

6.120.230 Public, educationai and government access. (A) Commencing on the
date established by the county commission after a public hearing, the franchisee shall make
available to all of its residential subscribers who receive all or any part of the total cabie
services offered on the system one multipurpose access channel for use on a first-come,
first-served nondiscriminatory basis by:

(1) Members of the public;

(2)  Local educational authorities and institutions including, but not limited
to, primary and secondary schools, colleges and universities but excluding commercial (for
profit) educational enterprises; and

(3)  The county and other govemmental agencies located within the county.

(B) Commencing on the date established by the county commission after a public
hearing, the franchisee shall make available to all of its residential subscribers who receive
all or any part of the total cable services offered on the system at least one access channel
in each of the three following categories:

(1)  Atleast one public access channel shall be made available at no charge
for use by members of the general public on a first-come, first-served nondiscriminatory
basis.

(2)  Atleast one educational access channel shall be made available at no
chargc for use by local educational authorities and institutions including, but not limited
to, primary and secondary schools, colleges and universities but excluding commercial (for
profit) educational enterprises on a first-come, first-served nondiscriminatory basis.

(3) At least one government access channel shall be made available at
no charge for use by the county and other government agencies located within the county
on a first-come, first-served nondiscriminatory basis.
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NATOA SURVEY ON CUSTOMER SERVICE

STANDARDS

Jurisdiction/State  City of Mesa, Arizona

if possible, please enclose a copy of your standards
clearly labelied with:
Jurisdiction Name / Operator Name / Date

IN YOUR OWN OPINION......

Operator(s) Dimension Cable, CableAmerica, Missionls. Are these new standards different?

FCC Community Unit Identifier # AZ0087

How? YES NO
MK

Name/Title Eric Norenberg. Administrarive Ass't II

Office of Special Programs

Phone _602-644-2179

Fax  602-644-4498

1. Have you adopted the FCC customer service

standards and notified operator of same? ‘
YES @

2. Date you adopted the rules?
3. Date they become effective in your franchise?

4. Did you have customer service stan: in place
prior to the FCC's rules? NO

JANCE
5. Date implemented? ‘Ll:?c.:nckm.

[tcaenvbe
6. Impiemented during franchise? YES

7. Did they require a franchise modification?
YES

ves @)
s

10. Were these standards different or more

stringent than the FCC's rules? YES , NO
N/

11. Specific problems your standards addressed?

/4

8. Implemented during fransfer?

9. Implemented at renewal?

12. Did you pass different or more stringent rule:
the FCC rules came out? YES
13. What date?

14. Franchise modification?

16. Are these standards more stringent?
How? YES NO

o

17. Why were they necessary in your community?
Wi

18. What sort of evaluation methods are you using to
determine compliance? [describe)

CDM-P lainT Son 23

19. Has the operator cooperated in provi
necessary or required data? NO

20. Is your operator’s compliapce<vR FCC or your
rules generally: w OK BAD
21. Has your operator attempted to pass through costs
of complying with the FCC rules? N / A YES NO

22. Have you seen a decrease in subscriber
compiaints about service after you adopted FCC
customer service rules? A / s YES NO

23. Did you see a decrease in complaints after you
implemented your own rules? / w YES NO

24, Are there consumer protection laws in your state
that you think apply to cable operators or could be
applied? YES NO



NATOA SURVEY ON CUSTOMER SERVICE
STANDARDS

Jurisdiction/State €€ evica CA

Operator(s) t s tic )
+

FCC Community Unit Identifier # = -+ Cdid |

.»AFQIQ

C I T Y O

3 F
i TORRANCE

Michael D. Smith
CABLE TELEVISION ADMINISTRATOR
OFFICE OF CABLE COMMUNICATIONS

e

L r
'.."nln‘\‘"\'.

3350 Civic Center Drive ® Torrance, California 90503
Telephone 310/618-5762 » Facsimile 310/7817132
Printed on Recvcled Paper
1. Have you adopted the FCC customer service
standards and notified operator of same? I

YES
2. Date you adopted the rules?
3. Date they become effective in your franchise?

4. Did you have customer service stan in place
prior to the FCC's rules? NO

(YB3 Z
6. Implemented during franchise?  (¥ES) NO

5. Date implemented?

7. Did they require a franchise modification?

Yes  @0)

s (D)
Yis O
10. Were these standards different or more -
stringent than the FCC's rules? YES
11. Specific problems your standards addressed?
- C_o:\“’ \.ﬂ v.‘ L‘g J( s,
- c‘/\k \ n&‘L,f\awW
- a;.&«-/\.a,[ of svc¢
- Lo(a,\ offee '/Hﬂ* - Cpm({&-’\m

- ﬂcrhu, b -50.‘95

12. Did you pass different or more stringent rules after
the FCC rules came out? YES

13. What date?
cu( A-
14. Franchise modification? Yes A0)

8. Implemented during transfer?

9. Implemented at renewal?

~Teleronnr sve.

_lolleckion Acct.

- A—Cf.\on .C)V'C‘./Cfxus

if possible, please enclose a copy of your standards
clearly labelled with:
Jurisdiction Name / Operator Name / Date

IN YOUR OWN OPINION......

15. Are these new standards different?
How? YES NO

16. Are these standards more stringent?
How? YES NO

17. Why were They necessary in your community?
~Te %—{’Uﬁ[’x L“:l/‘~ A Cia—i—‘;bvw G A v
QLM

18. What sort of evaluation methods are you using to
determine compliance? (describe)

oA dewp[MS féc,;','\;r'e.(,Q

19. Has the operator cooperated in providing
necessary or required dota? NO

20. Is your operator's compliance with FCC or your
rules generally: GOOD 0K  BAD

21. Has your operator attempted to pass through costs
of complying with the FCC rules? NO

22. Have you seen a decrease in subscriber M (A
complaints about service after you adopted FCC
customer service rules? YES NO

23. Did you see o decrease in complaints after you N'(A-'
implemented your own rules? YES NO

24. Are there consumer protection laws in your state
that you think apply to cable operators or could be
applied? @ NO



Revised 2~-22-82

ORDINANCE NOQ. 3034,

AN ORDINANCE OF THE CITY COUNCIL OF THE CITY OF

TORRANCE, CALIFORNIA, GRANTING TC TELEPROMPTER

OF SOUTHERN CALIFORNIA, INC., A FRANCHISE TC

CONSTRUCT, OPERATE AND MAINTAIN A CABLE TELEVI-

SION (CATV) SYSTEM IN THE CITY OF TCRRANCE ON
STATED TERMS AND CONDITIONS

WHEREAS, the City Council of the City of Torrance,
California, on May 19, 1981, by Resolution No. 81-91, did declare
its intention to award a franchise to construct, operate and maintain
a cable television system, in the City of Torrance, as hereinafter

more particularly described; and .

WHEREAS, proposals thereon were distributed to qualified
applicants; and

WHEREAS, proposals were received from seven cable companies,
one of which subsequently withdrew; and

WHEREAS, public hearings were held to review the proposals
on December 16, 1981, December 18, 1981 and February 16, 1982; and

WHEREAS, the proposals and comments have been subject to
analysis by consultants and City staff, and both preliminary and
final reports have been recaived and considered by this Council; and

WHEREAS, by reason of its proposal and gualifications
Teleprompter of Southern California, Inc., has been found to be best
suited to provide cable television service to the pecple of Torrance,
and it is in the public interest that said Company be awarded such

franchise. :

NOW, THEREFORE, the City Council of the City of Torrance
does ordain as follows:

SECTION 1: TERMS AND CONDITIONS OF FRANCHISE.

City of Torrance

ice of Cable Communications
3350 Civic Center Drive
Torrance, CA 90503



; Revised 3-18-81

ARTICLE XIV
SERVICE, OPERATION AND MAINTENANCE
A.  Incorporation of Application by Refersnce.

The Grantee shail provide all services specifically set torth in its franchise proposal. By
its acceptance of the franchise, the Grantee agrees thar its application is hereby incorparated by referencs
and its provisions made a part of this franchise and this ordinance. [n the event of a conflict between
suck proposal and the provisions of this ordinamcs, that provision which provides the greatsst benefit
to the Clty, in the opimion of the Cty Council, shall prevail .

B. ity of ce.

1. The Grantes shall operate the CATV system continucusly on a twenty-four (24) hour
per day, seven (7) days per week basis. It shail be the right of all subscribers to receive ail available
sarvicas insofar 23 their (inancial and other obligations to the Grantee are homored. [n the event that
the Grantees elects to rebuiid, modify, or sell the system, or the City gives notics of intsat o terminate
or fails to renew this franchise, the Grantee.shall act so as to insure that all subscribers recsive continuocus,
uninterrupted service rogsrdless of the circumstances,

2. In the eveat 2 new operator acquires the system, the Grantee shall cooperats with
the City and the new operator in maintaining continuity of service to il subscribers. During such period,
the Grantes shall be entitied to the revemues for any period during which it operstes the system, and
shall be entitied to ressonabie costs for ity services whan it no jonger operates the system.

3. In the event the Grantes fails to operste ail or substantially ail of the system for
four (4) comsscutive days without prior approval of the City or without just cause, the City, at its
option, may operite the system or designate an operstor until such time as the Gantee restores servics
under conditions acceptabie to the Clty or a permanent operatar is salected. If the City is required
to fulflll this obligation for the Grantee, the Gmntu shall reimburse the City for ail reasonable cost
or damages in excess of revenues from the system received by the City that are the resuit of the Grantee's
failyre to perform.

C.  Maintenance. .

The Grantee shail maintsin the CATV system to the highest practicable performance
standards. Grantee shall provide 2 fully equipped service orgemizaton with adequate staff and facilities
for maintenance of its CATV system and for furnishing service to its customers and prospective customers..-

D. Qpersting Iagractions

The Grantee shal] msintain a set of operating instructions, circuit diagrams, technical manuals
and buileting necemsary for the proper operation and maintenance of the CATY system. Copies thereof
shall be availabie to the City.

E. Refusal of Service.

The Grantee shall not refuse service to any resident whose property is adjacent to a public

right-of-way in which a cabie is laid or strung, unless the subscriber has not paid the applicable connection

fee or monthly service charge.
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Revised 2=-22-8.

F. Lecal Office and Mapnagement

During the term of this franchise and any renewal thereof,
the Grantee shall locate and maintain within the city limits:

1) the office of its lacal manager and its business office
serving the Torrance Cable TV system, including its billing collection
affice;

2) its service office for the purpose of receiving and

resolving all complaints regarding the quality of service, malfunctions

and similar matters arising out of its construction and operation of

its Torrance system;

3) all trucks, equipment and employees providing service to
the Grantee's Torrance system. -

The local office, including the service office, shall be open
to receive inquiries or complaints from subscribers during normal
business hours and in no case less than 9:00 a.m. to 5:00 p.m., Monday
to Friday, excluding legal holidays.

G. Action on Service Calls

1) The Grantee shall maintain a service repair force
sufficient to respond within a reasonable time to any individual
interruption of service and also a sufficient installation force to
minimize delay for service installation.

2) Any service complaint from subscribers shall be investigated
and acted upon as soon as possible. Any service complaint which affects
only one subscriber shall be resclved within three (3) calendar days.
-1f such service-complaint results fram a malfunction of a service or

trunk line serving or otherwise affacting more than one subscriber, it

"shall be resclved within 24 hours. The Grantee shall credit a

subscriber's account on a pro-rated basis for loss of service commencing

48 hours after uotiffgation.

H. Telephone Answering Service.

The Grantee shall provide a state-of-the-art telephone

answering system to receive all construction and service complaints

_that will assure that only a minimum of callers shall receive busy
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signals when phoning the office. A sufficient number of customer
service representatives will be provided so that callers are not
required to wait beyond a reasonable time for such service. The
telephone number of the local office shall be listed in the telephone
directories serving Torrance. The telephone service shall be operable
to accept camplaints 24 hours a day, seven days a week. Inquiries and
complaint calls shall be accepted in person over the telephone 24 hours
a day, seven days a week.

I. Collaction Account.

The Grantee shall maintain an acceunt in a bank located withir
the city limits of Torrance for depositing monies received from
subscribers to its Torrance system and for making refund and other
payments!to such subscribers.

J. Log of Customer Complaints.

The Grantee shall keep a maintenance service log which will
indicate the nature of each service complaint, its location, the date
and time it was received, the disposition of said complaint and the
time and date thereof. This log shall be made available for periodic
inspection by the City.

K. -Furnishing Information to Subscribers.

As subscribers are gonnected or reconnected to the system, th
Grantee shall, by appropriate means, such as a card or brochure, furni
information concerning the procedures for making inquiries or complain
including the name, address and iocal telephone number of the employee
'brueiplbyees or agent to whom such inquiries or complaints are to be
addressed, and furnish information concerﬁing the City cffice responsi
for administration of the franchise with the address and telephone num
of the office. .

L. Notice to Subscribers.

The Grantae shall provide written notice to each subscriber a
intervals of not more than one {l) year, of the procedure for reportir
and resolving subscriber complaints, including the subscriber's right

to complain in writing to the City of the Grantee's failure to resolwve
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a service complaint which is preventable and reasonably within the

Grantee's control. The proper address of the City of Grantee to which

complaints may be directed shall be included in such notice.

M. Designation of Franchise Administrator.

wihc shall be reaponsible for continuing administration of this franchise
and the implementation of complaint procedures.

N. Acceas t©o Grantee's QOfficers.

l The City Manager shall appoint a City employee or emplovyees
' Grantee will give City officials access to all levels of its
' corporate structure and will, at any reascnable time, meet with city

A officials to discuss issues or problems that relate to Grantee's

Torrance cable television system.

»
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ARTICLE XV
QUALITY STANDARDS

A. City Review of Systam Performance

1. When there have been similar complaints made or wherse
there exists other aevidence which, in the judgment of the City Manager,
casts reasonable doubt on the reliability or quality of cable service,
the City Manager shall have the right to compel the Grantae to test,
analyze and raport cn the performance cf the system in order to
protect ths public against substandard cable service. Such test or
tests shall be made and the report thersof shall be delivered to
tha City Manager no later than fourteen (l4) days after the City
Manager notifies the Grantee that he is exercising such right. Such
report shall include the following information: the nature of the
complaints which precipitated the special tasts:; what systam component
was tssted; the equipment used and procedurss employed in said tasting;
the results of such tests; and the methgd in which such complaints
were resolved. Any other information partinent to the special test

shall bBe recorded.

2, Said tests and analyses shall be supervised at the
expense of the Grantee, if so reguestad by the City Manager, by a
professional engineer who is not on the permanent staff of the Grantas.
The engineer shall sign all records of such special tasts and forward
such recorda to the City Manager with a report interprating the
result of the tests and recommending actions to be taken.

3. In the event that the Grantee shall fail to make the
improvements, repairs or adjustments to the system necessary to
restore the reliability or quality of cable sarvice within sixty
(60) days after the City Manager has given notice to the Grantee
that he is exercising his right to compel the Grantse to test, analyze
and report on the performance of the system as set forth in paragraph
1 of this Section B, the Grantee shall pay to the City the sum of
Five Hundred Dollars ($500.00) per day for each day that the Grantee
has failed to remedy such deficiency, unless the Grantee proves to
the reascnadle satisfaction of the City Manager that the delay was
caused by factors beyond the control of the Grantee, or is otherwise
waived by the City Council for gocd cause shown.
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ARTICLE XVI
INSPECTION AND REPORTS
Al [nspection of Property and Records,

At all reasonabie times, the Grantee shail permit any duly authorized representative of the
City to examine ail property of the Grantes, together with any appurtenant property of the Grantee
situated within or without the City, and to examine and transcribe any and ail maps and other records
kept or maintained by the Grantee or under it3 controi which deais with the operatiéns, affairs, transactions
or property of the Grantee with respect to ity franchise. If any such maps or reconds are not kept
in the City, or upon reasonabie request made availabie in the City, and if the City Council shall determine
that an examimation thereof is necesmsary or appropriate, then all travel and maintenance expemses
necessarily incurred in making such examination shall be psid by the Grantes.

B.  Asnusi Compemy Reporty ;

TheGr:nmma.ufihthnfo‘ﬂowin!mpommulﬂywiththeﬂtyautuotlaterthm
one hundred and twenty (120) days aftsr the emi of Grantee's flscal year:

1. A copy of the comsolidated report to its stockholders for such fiscal year rendered
by the Grantee's parent company for all of its operations, a2 copy of such parent compaay's consolidated
profit and loss (income and expenss) statement for all of its operations, and a copy of such parent
company's consolidated balance sheet for ail of its operations.

2. A copy of its report to its stockholders concemning its Torrance franchiss cperations
for such fiscal year (if it prepares such report), 2 copy of its profit and loss (income and expense)
statement foriﬂTom&:gdﬁaopuﬂomfcrnnhMyar.mzcopyofitsbahnceshcet
for its Torrance franchise opsrations for such fiscal year showing ity investmnent in .properties devoted
to its Torrance franchise operations on the basis of originai cost less depreciation, together with such
other ressonable information as the City Mansger shail request with respect to Grantee's properties and
expenses reiated to its CATV operations within the City, Such reports concerning the Grantee's Torrancs
franchise operations shall be approved by an independent certified public accountant and certified as
to correctness by an officer of the Grantee.

C  FCC Reports. :

The Grantee shall fils with the City Clerk a copy of every report involving its Torrance
cable television system made to the FCC, as well as 1 copy of every such report made to any Stats
agency which in the future may regulate such system.

D. Reporn to City Manager.

The Grantee shall prepare and furmish to the City Mansger at the times and in the form
that he prescribes, such reports with respect to its operatioms, affairs, tﬂnﬂcﬁons‘ or property as he
determines may be reasonabily necessary or appropriates for the protection of the rights of the City

hereunder.
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E. Percitv Davment.
[n the event that the Grantee shall neglect, omit or otherwise f{uil o (lle with the City

any report required by the above provisions of this Article XVT at the ume specified herein, the Grantee
shail pay the City the sum of Fifty Doilars ($50.00) for each day or portion thersof that such viclation
contimties foljowing such tem (10) day period, unless waived by the City Council for good cause shown.
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ARTICLE XV
EVALUATION SESSIONS
A.  Periodic Evaluation Sessions.

The City and the Grantes shail hoid scheduled evaluation sessions within thirty (30) days
of the third, sixth, ninth and tweifth anniversary dates of the granting of this franchise, All such evzluation
sessions shali be open to the public and advertised in 2 newspaper of gemeral circulation at least five
(5) days before each session. The sessions shmil be heid at such piace, date and time and before such
body or officer as the City Council shail determine. The purpose of the sessions shail be to evaiuate
the performance of the Grantes in fuififlling its obligation under this franchise and the quality of its
sarvice to the public. Subject for discussion may inciude, but shall not be limited to, servics rate structure,
free or discountad service, appiication of new tachnciogies, system performance, services provided,
programming offered, customer complaints, privacy and civil rights, amendments to this ordinances, statutes
of Congress and the Legislature and judicial and FCC rulings.

B. Special Evalustion Sessions.

The City may hoid special evaiustion sessions at any time during the term of this franchise.
The Grantee shail be notified of the piace, time and date thereof and the topics to be discussed. Such
sesgions shall be open to ths public and advertised in a newspaper of general circulation at least five
() days before each session.
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ARTICLE XV
PROHIBITED ACTIVITIES
A.  Teievision Secs.
The Grantee shail not directly or ipdirectly de any of the foilowing acts:
1. Engage in the business of seiling at retail, leasing, renting, repairing or servicing of
tedevision sets, radios or other receiving appararus, of any part or componen?t thereof except set convertsry

owned by the Grantes;
2. Provide amy service or repxir to its subscribers, for a fee or otherwise, which exte_nds

beyond the commection of its service or the determination by Grantee of the quality of its signal to
the recipiants thereof;

3. Solicit, refer or cmise or permit the solicitation or referral of any subscriber to persons
engaged it any buminess herein prohibited to be engaged in by Grautee; provided, however, that the
above provisioms of this Section A shall not appiy to modifications made to pemmit two-way
communications. -

B.  Taping and Monitoring

The Grantee shall not tape or momitor or permit iny other person to tipe or momitor any
cable, line, signal input devics or subscriber cutlet or receiver for any purposs whatyoever without the
exprom written consent of the subscriber or a court order therefor; provided, however, that the Grantee
shall be entitled to conduct systemwide or individuaily addressed "swesps” for the purpese of verifying
system integrity, controlling retum path Tansmmission or bhilling for pay services.

C.  Dam Coliection.

1.  The Grantes shail not tabulate any test resuits, nor permit the uss of itz cable tslevision
systam for such tabuiation, which would revesl ths commercial product preferences or opimions of
subscribers, members of their families or their guest, licensees or smployews, without the prior consent
of the City Council, which, if it grants such comsent, may place reascnable conditions therefor.

2. In any event, the Grantes shail not revesl or permit the relesss o sale of such dara
on individual subscribers; but, subject to the consent of the City Council, may reveal or permit the
release or sale of aggregats data only. )

D. Revealing Subscriber Preferwnces.

1. The Grantee shail not reveal individual subscriber preferences, viewing habits, beliefs,
philosophy, creeds or religious beliefs to any person, firm, agency, govermnmental unit or investigating
wﬁMmMﬂcrpﬂorwﬁnucﬂmtofmcm. '

2. Such written consent, if given, shall be lmited to a period of time not to exceed

thres (3) years.
3. The Grantee shail not condition the delivery or receipt of noninteractive cable services

to any subscriber on any such consent.
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4. Such a subscriber may revoke without penalty or cost any consent previously made

by delivering to the Grantee in writing a1 substantial indication of his intent to so revoke.
E.  Revealing Subscriber

The Grantee shall not reveal or sell or permit the reiease or sale of its subscriber list (1)
without the prior written consent of the City Coundil, which, if it grants such consent, may place
ressonsbie conditions thersom, or (2) except as the same i3 necessary for the construction, marketing
and maintenance of the Grantee's facilities ind services hereunder and the concomitant billing of
subscribers for said services.

F.  Other Penom Affectsd

The prohibitions contained in Sections A to F inclusive of this Article XVIII shall extend
and apply to all of the following as well a1 to the Grantes:

1.  Qfficeny, directors, empioyess and ' igents of the Grantee;

2. General and lmuted partners of the Grantee;

3 Any person or combination of persons owning, holding or controlling five (5) percent
or more of any corpomats stock or other owmership interest of the Grantes: |

4.  Any afffliated or subsidisry entity owned or controlled by Grantee, or in which any
officer, director, stockholder, generyl or limited partner or person or goup of persons owning, hokling
or controlling amy ownership interest in the Grantee, shail own, hokl or control five (5) percent or
more of any corporate stock or other ownership interest; and '

5. Any person, firm or corporation acting or serving in the capacity of a hoiding or
controiling company of the Grantee.
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NATOA SURVEY ON CUSTOMER SERVICE
STANDARDS

Jurisdiction/State _orfance | CA

Operator(s) ?av'a?ro.n

FCC Community Unit Identifier # CA 24ad |

"’fﬁ'?%‘. CITY O F
N7t TORRANCE
%, Michael D. Smith

CABLE TELEVISION ADMINISTRATOR
OFFICE OF CABLE COMMUNICATIONS

3350 Civic Center Drive  Torrance, California 90503
Telephone 310/618-5762 » Facsimile 310/7817132
Printed on Recvcied Paper
1. Have you adopted the FCC customer service
standards and notified operator of same?

Yes  (NO)

2. Date you adopted the rules?

3. Date they become effectfive in your franchise?

4. Did you have customer service stan in place
prior to the FCC's rules? NO

(R Z
> o

7. Did they require a franchise modification?

Yes  ¢0)

YES @
ves O

5. Date implemented?

6. iImplemented during franchise?

8. Implemented during transfer?
9. Implemented at renewal?

10. Were these standards different or more :
stringent than the FCC's rules? YES @

11. Specific problems your standards addressed?
,Qo,\-(»\}w'\k% f suc.
-Ma |‘n\’(,v\0~\~""’
-Lefral of sve,
_ W\ office "Hﬁ{- - Com()(a.\m*"s

- Uotice b subs

12. Did you pass different or more stringent rules after
the FCC rules came out? YES

-T¢W sSvi.

—Collection Acct.

13. What date?

14. Franchise modification? YES <@

- A—c{';or\ Sve. calls

if possible, please enclose a copy of your standards
clearly labelled with:
Jurisdiction Name / Operator Name / Date

IN YOUR OWN OPINION......

15. Are these new standards different?
How? YES NO

16. Are these standards more stringent?
How? YES NO

17. Why were they necessary in your community?
~To Mf»hsk o curbooman SW.,Cs-'-

18. What sort of evaluation methods are you using to
determine compliance? {(describe)

&N Cowp leinds teczwed

19. Has the operator cooperated in providing
necessary or required data? NO

20. Is your operator's compliance with FCC or your
rules generally: CGO0D0K  BAD

21. Has your operator attempted to pass through costs
of complying with the FCC rules? NO

22. Have you seen o decrease in subscriber i
complaints about service after you adopted FCC

customer service rules? YES NO

23. Did you see a decrease in complaints after you /-
implemented your own rules? YES NO

24. Are there consumer protection laws in your state
that you think apply to cable operators or could be
applied? @ NO
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ORDINANCE NO. 3034,

AN ORDINANCE OF THE CITY COUNCIL OF THE CITY OF

TORRANCE, CALIFORNIA, GRANTING TC TELEFPROMPTER

OF SOUTHERN CALIFORNIA, INC., A FRANCHISE TC

CONSTRUCT, OPERATE AND MAINTAIN A CABLE TELEVI-

SION (CATV) SYSTEM IN THE CITY OF TORRANCE ON
STATED TERMS AND CONDITIONS

WHEREAS, the City Council of the City of Torrance,
California, con May 19, 1981, by Resolution No. 81-91, did declare
its intention to award a franchise to construct, cperate and maintain
a cable televisiaon system, in the City of Torrance, as hereinafter

more particularly described; and

WHEREAS, proposals thereon were distributed to qualified
applicants; and

WHEREAS, proposals were received from seven cable companies,
one of which subsequently withdrew; and

WHEREAS, public hearings were held to review the proposals
on December 16, 1381, December 18, 1%81 and February 16, 1982; and

WHEREAS, the proposals and comments have been subject to
analysis by consultants and City staff, and both preliminary and
final reports have been received and considered by this Council; and

WHEREAS, by reason of its proposal and qualifications
Teleprompter of Sguthern California, Inc., has been found to he best
suited to provide cable television service to the people of Tarrance,
and it is in the public interest that said Company be awarded such

franchise. '

NOW, THEREFORE, the City Council of the City of Torrance
does crdain as follows:

SECTION 1: TERMS AND CONDITIONS OF FRANCHISE.

City of Torrance

ce of Cable Communicati
3350 Civic Center Drive cations
Torrance, CA 90503
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ARTICLE XIV
SERVICE, OPERATION AND MAINTENANCE
A.  [ncorporation of Applicadon by Refersnce.

The Grantes shail provide all services specificaily set forth in its franchiss proposai. By
its acceptanca of the franchiss, the Grantea agrees that its ipplication is hereby incorporated by reference
and its provisions made 2 part of this franchise and this ordinance. In the event of a conflict between
such proposal and the provisions of this ordipancs, that provision which provides the greatest benefit
to the City, in the opimion of the Gty Council, shall prevail .

B.  Contipuity of Service

[. Ths Grantes shail operate the CATV system continuously on a cwenty-four (24} hour
per day, seven (7) days per week basis. [t shall be the right of ail subscribers to receive all available
sarvices insofar s their financial and other obligations to the Grntes are honored. In the event thar
the Grantes elects to rebuild, modify, or sell the system, or the City gives notics of intent to tzrminate
or fails t0 renew this franchise, the Grantee.shail act so as to insure that ail subscribers receive continuous,
uninterrupted smvice repadlsss of the circumstances

2Z  In the event a naw operator acquires the system, the Grantes shall cooperite with
the City and the new operator in maintaining continuity of service to al] subscribers. During such period,
the Grantes shail be entitled to the revenues for any period during which it operates the system, and
shail be entitled to reasomable costs for its services when it no longer operates the system.

3. ' In the event the Grantee fails to operate ail or substantally all of the system for
four (4) consecutive days without prior approval of the City or without just cause, the City, at its
option, may operate the system or designats an operator until such time as the Grantes restores service
under conditions acceptable to the City or a permament operatar is selected. If the City is required
to fulflll this obiigmtion for the Grantee, the Gmn;ea shail reimburse the Clty for ail reasonable costs
or damages in excess of revenues from the system received by the City that are the result of the Grantee's
failure to perform.

C.  Maintenance. ‘ .

The Grantee shail maintain the CATV system to the highest practicable performance
standards. Grantee shail provide a fully equipped service organization with adequate staff and facilities
for maintenance of its CATV system and for furnishing service to its customers and prospective customers..-

D. Qperating lastrutions

The Grantes shall maintain a set of operating instructions, circuit diagrams, technical manuais
and bulletins necessary for the proper operation and maintenance of the CATV system. Copies thereof
shall be available to the City.

E.  Refusal of Service.

The Grantee shall not refuse service to any resident whose property is adjacent to a public

right-of-way in which a cabie is laid or string, uniess the subscriber has not paid the applicabls connection

fee or monthly service charge.
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F. Local Office and Management

During the term of this franchise and any renewal thersof,
the Grantee shall locate and maintain within the city limits:

1) the office of its local manager and its business office
serving the Torrance Cable TV system, including its billing collect;an
office;

2) ity service office for the purpose of receiving and

ragolving all complaints regarding the quality of service, malfunctions

and similar matters arising out of its construction and operation of

its Torrance system;

3) all trucks, equipment and employees providing service to

the Grantee's Torrance system.
The local office, including the service affice, shall be open
to receive inquiries or complaints from subscribers during normal

business hours and in no case less than 9:00 a.m. to 5:00 p.m., Monday

G. Action on Service Calls

1) The Grantee shall maintain a service repair force
sufficient to reapond within a reasonable time to any individual
interruption of service and also a sufficient installation force to

minimize delay for aervice installation.

2} Any service complaint from subscribers shall be investigated
and acted upon as soon as possible, Any service complaint which affects
only one subscriber shall be resolved within three {(3) calendar days.
-If such service-complaint raeasults from a malfunction of a service or
trunk line serving ;r otherwise affecting more than ona subacriber, it
"shall be resolved within 24 hours. The Grantee shall credit a
subscriber's account on a pro-rated basis for l'oss of service commencing
48 hours after notitfé?tion.

H. Telephone Answering Service.

The Grantee shall provide a state-of-the-art telephone
answering system to receive all construction and service complaints

.that will assure that only a minimum of callers shall receive busy

' tc Friday, excluding legal helidays.
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signals when phoning the office. A sufficient number of customer
service represéntatives will be provided so that callers are not
required to wait beyond a reasonable time for such service. The
telephone number of the local office shall be listed in the telephone
directories serving Torrance. The tealephone service shall be operable
to accept complaints 24 hours a day, seven days a week. Inquiries and
complaint c¢alls shall be accepted in person over the telephone 24 hour:
a day, seven days a week.

I. Collection Account.

The Grantee shall maintain an account in a bank located withir
the city limits of Torrance for depositing monies received from
subhscribers to its Torrance system and for making refund and other
paymentslto such subscribers.

J. Log of Customer Complaints.

The Grantee shall keep a maintenance service log which will
indicate the nature of each service complaint, its location, the date
and time it was received, the disposition of said complaint and the
time and date thereof. This log shall be made available for periodic
inspection by the City.

K. Furnishing Information to Subscribers.

As subscribers are connected or reconnected to the system, the
Grantee shall, by appropriate means, such as a card or brochure, furnis
information concerning the procedures for making inquiries or complaint
including the name, address and iocal telephone number of the employee
‘brmeﬁplbyées or agent to whom such inquiries or complaints are to be
addressed, and furnish information concerﬁing the City office responsib
for administration of the franchise with the address and telephone numb
of the office. .

L. Notice to Subscribers.

The Grantee shall provide written notice to each subscriber at
intervals of not more than one (1} year, of the procedure for reporting
and resolving subscriber complaints, including the subscriber's right

to complain in writing to the City of the Grantee's failure to resolve
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a service complaint which is preventable and reasconably within the

Grantee's control. The proper address of the City of Grantee to which

complaints may be directed shall be included in such notice.

M. Designation of Franchise Adminigtrator.

The City Manager shall appoint a City employee or emplayees
who shall be responsible for continuing administration of this fraachise
and the implementation of complaint procedures.

N. Access to Grantee's Officers.

Grantee will give City officials access to all levels of its
corporate structure and will, at any reasonable time, meet with city

officialg to discuss issues or problems that relate to Grantee's

Torrance cable television system.
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